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The RESNA Catalyst Project provides technical assistance to Statewide Assistive Technology Programs, Alternative Financing and Access to Telework Programs, and Protection and Advocacy for Assistive Technology programs.  RESNA, the Rehabilitation Engineering & Assistive Technology Society of North America, is the premier professional organization dedicated to promoting the health and well-being of people with disabilities through increasing access to technology solutions. 

This documents was produced by the RESNA Catalyst Project under a grant funded by the Rehabilitation Services Administration (RSA), U.S. Department of Education (RSA/ED) through the Assistive Technology Act of 1998, as amended.  The information contained herein does not necessarily reflect the position or policy of RSA/ED or RESNA and no official endorsement of the materials should be inferred.
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Introduction

Alternative Financing Programs and Telework Loan Programs provide financial options for people with disabilities and their family members.  These programs are intended to help defray the high cost of the purchase of assistive technology devices and services,  as well as some business equipment.  Required to follow a rigorous set of federal standards, these financial programs are ever-evolving entities.
These quality indicators were developed to assist Alternative Financing and Telework Loan Programs to determine whether they are consistently delivering service in a quality manner.  Quality indicators will assist programs in evaluating their programs and identifying strengths and needs for improvement.  While each programs model varies, the quality of program should not.  Programs should be able to apply most of these quality indicators, regardless of delivery model.  

These indicators are for self-assessment and program planning purposes only.  Although the indicators incorporate key elements from the Rehabilitation Services Administration’s AT Act Program Review process and AT Act data collection, these quality indicators are not used by RSA when conducting program reviews.  
Throughout this document, the term “loan program” is used to indicate the state-level grantee (Lead Agency) of funds as well as the Community Based Organization (CBO).  Additionally, references to a “person with a disability” are broadly defined to include immediate family members of said person.
This document was developed by a work group facilitated by the RESNA Catalyst project.  This group consisted of the following practitioners from various AT Act funded financial loan programs who brought their experience and expertise to the task: Kathy Adams (ME), Henry Bateman (LA), Shannon Coe (CA), Carol Fury (MN), Milissa Gofourth (OK), Marilyn Hammond (UT), Patti Kraemer (WI), Francis Pennell (WA), Susan Tachau (PA), Joey Wallace (VA) and Jackie Wilks-Weathers (GA).
PROGRAM MANAGEMENT
A.
Fiscal Management
A-1.  The loan program accounts for grant funds accurately and completely in accordance with Education Department General Administrative Regulations (EDGAR).

Intent:  Programs are required to follow the federal regulations under EDGAR.  These include having a clear and concise explanation of all finances, including allocations and expenses.

Key Considerations:
· Uses fiscal control and fund accounting procedures that ensure proper disbursement of and accounting for federal funds

· Keeps records that fully show the amount of the fund under the grant, how the grant used the funds, the total cost of the project, the share of the cost provided from other sources, and other records to facilitate an effective audit

· Has fiscal controls and accounting procedures sufficient to permit the tracing of funds to a level of expenditures adequate to establish that the funds have not been used in violation of the restrictions and prohibition of applicable statutes.
A-2.  Funds are only used for purposes under, and within the limitations of, title III or the Notice of Final Priority (NFP), as applicable.

Intent:  Program finances may only be used for specific costs.  These include personnel and other expenses directly related to the activities and operation of the program. In addition, programs are intended to increase options for people with disabilities in the state, and do so in a fiscally prudent and cautious manner.


Key Considerations:
· Uses funds to supplement, not supplant other federal, state, and local public funds expended to provide alternative financing mechanism.

· Places all funds that support the loan program, including any interest earned and funds repaid during the life of the program in a permanent separate account.

· Identifies and accounts for loan program funds separately from any other fund.

· Administers the loan program funds with prudence, discretion, and intelligence.
A-3.  The loan program complies with indirect cost requirements.

Intent: Loan programs are not to exceed a 10% indirect cost expense.
Key Considerations:
· The Lead Agency does not take indirect costs more than one time.

· The CBO does not take indirect costs more than once per year
A-4.  The loan program complies with audit requirements.


Intent: Loan programs complete an audit of finances.  This must be done by an external person or entity, and conform to the standards and requirements for the specific type of entity (i.e., independent non-profit, program within another organization, state-level government).


Key Considerations:
· The audit must be conducted by an independent person or entity

· The audit must be conducted not less than once a fiscal year.

· The audit adheres to A-133 requirements.

A-5.  The loan program has written financial management policies.

Intent: Programs must have written policies on their fiscal management approach.  By doing so a program is able to ensure there are never any questions about why and where grant funds are spent.  In addition, it allows a program to remain constantly aware of its financial status and make appropriate operational decisions accordingly.  These policies should outline specific activities, responsible parties, and timelines.

Key Considerations:
· Policies require annual program budgeting.
· Fiscal policies outline required financial record-keeping including tax filings, 990, 1099.
· Fiscal policies comply with current state and federal regulatory requirements.

B.  Contract Oversight
B-1.  The Lead Agency exercises appropriate fiscal and performance oversight of the AFP/Telework program through its contract with the CBO.

Intent: Although the Community Based Organization is typically responsible for the day-to-day management of the loan program, the designated lead agency for the state is required to assume final authority.  Because of this, the lead agency needs a contract with the CBO that outlines responsibility and authority.  

Key Considerations:
· The Lead Agency assumes responsibility that all federal assurances are addressed.

· The Lead Agency contracts with the CBO to meet the requirements and intent of the Title III or the Notice of Final Priority (NFP), as applicable.
· The Lead Agency requires the CBO to enter into a contract with a lender(s) and/or to become a lender itself.
· The Lead Agency and the CBO have clear outlines and directives of responsibilities for program management and operation.

C.  Community Based Organization Requirements
C-1.  The Community based organization directly administers or supervises the administration of the loan program.

Intent: The Community based organization is the entity responsible for the day-to-day operations and management of the loan program.  Within this responsibility is the authority to develop sub-contracts for particular portions of program operation, with the requirement that the supervising agency and the advisory board approve such a measure.

Key Considerations:
· The Community Based organization keeps records to show compliance with program requirements.
· The Community Based Organization maintains control of the program’s funds.

· The Community Based Organization follows all applicable non-profit rules and regulations. 

· The Community Based Organization stays up to date on changes in non-profit laws, and recommends policy adjustments to the Board of Directors as necessary.

D.  Program Governance
D-1.  The loan program has an Advisory Board/Board of Directors that provides administrative guidance and oversight to the program.

Intent: A Loan program can not operate without an independent Advisory Board/Board of Directors in charge of program administration.  This group should be independent of employees of the loan program or the state, and be able to operate without undue influence from other entities.  

Key Considerations:
· An established meeting schedule for this group is established each year.
· The Lead Agency is represented on the group, whether voting or ex-officio.

· People with disabilities are appropriately represented.

D-2.  The loan program has a Loan Review Committee that reviews loan applications and which meets on a regular schedule. 

Intent: The program needs to have a Loan Review Committee that is responsible for reviewing loan applications, in accordance with established loan program policy and operations.  


Key Considerations:
· An established meeting schedule for this group is established each year.

· This groups includes a representative from a financial institution, preferably the program’s lending partner if applicable.

· People with disabilities are appropriately represented.

D-3.  The loan program has a written governance manual that outlines the roles, responsibilities, expectations, and limitations of the Board of Directors and the Loan Review Committee.

Intent: The program should be designed with specific rules, policies, and procedures for the Advisory Board/Board of Directors and Loan Review committee.  This should also clearly include what is considered outside the authority of each group.  There should be distinct and separate duties and responsibilities for each, and the review committee should be subject to the overall policy decisions made by the Board of Directors.   

Key Considerations:  
· The manual outlines the program’s confidentiality policy.
· The manual addresses policy for dealing with conflicts of interest.
· The manual outlines the specific duties of the officers of both the Advisory/BOD and Loan Review groups.

· The responsibilities of each committee are clearly established.
E.  Personnel Management

E-1.  The loan program has personnel to operate the program


Intent:  A program can not perform without staff persons to do the work.  It is imperative that these personnel understand and ascribe to the philosophy and mission of the loan program.


Key Considerations:

· The program has appropriate number of staff for the work requirements.

· The program distributes the time of Lead Agency and CBO personnel appropriately to implement the grant based on their responsibilities. 

· Loan program funds are only used to support personnel with responsibilities germane to the loan program and documented time worked.

· The program has written personnel policies in place and updates them regularly

· The program has policies in place regarding reasonable compensation for staff, advisors, and consultants. 

· The program has position descriptions for loan program personnel.
· All personnel working on the program are appropriately trained in and adhere to the policies of the program.
PROGRAM PERFORMANCE
F.  Emphasis and Expansion of Consumer Choice and Control 
F-1.  The loan program is available as a funding source to all persons with a disability.  

Intent: The loan program is designed and implemented to assist applicants, or potential applicants, with program processes and services whether or not other options have been pursued, or where someone may be in the process of seeking out alternate resources.  Additionally, the program allows all applicants to determine the best type of device, service, and/or purchase price.  While the program may assist in helping an applicant make such a decision, the program allows the final decision to rest with the applicant.


Key Considerations:  
· Persons are eligible to apply for loans without exhausting other funding sources.
· There are no restrictions regarding choice to AT equipment, service, vendor, or purchase price.
· The program does not require documentation that a person has been denied other services before applying to the program.

· The program has established policies and procedures to support equal access.

· Applications for AFP and Telework programs must meet an established definition of Assistive Technology (AFP) or Telework.

F-2.  The loan program involves individuals with disabilities in the decision-making of the AFP/Telework program at all levels.

Intent:  The program is designed to be consumer-run and consumer-controlled.  As such, people with disabilities must be involved at all levels of the administration and operation of the program.


Key Considerations:
· The membership of the Advisory Board/Board of Directors and Loan Review Committee is at least 51% people with disabilities.

· People with disabilities are represented in loan program staffing.

G.  Timely and Equitable Access to Program
G-1.  Policies and procedures of the AFP/Telework program make it accessible to consumers regardless of location in the state, type of disability, age, income level, type of AT device, equipment, or service for which financing is requested through the program.

Intent: Loan programs are designed and implemented to provide services to consumers regardless of area of the state in which they reside, functional need, or type of AT needed.  This includes working with people across the range of functional ability and making reasonable accommodations to ensure equitable access to program offerings.

Key Considerations:
· The program has the ability to meet the needs of individuals with a range of functional abilities.
· The program has the ability to meet the needs of individuals in all areas of the state.
· The program has a written anti-discrimination policy that is available to potential applicants in an appropriate format.

G-2.  Loan programs are physically and programmatically accessible to consumers, employees, contractors, and volunteers.

Intent: No person should be excluded from full access to a loan program because of the nature of his/her disability.  Each individual who needs or wants to access the program, physically or by requesting services, has the right to do so.   


Key Considerations:
· The program is housed in a facility that complies with federal and state laws for physical accessibility.
· The program provides for telecommunications access via TTY or similar text transmission.

· Upon request, the program provides accommodations (e.g., ASL interpreters, assistive listening) to ensure consumers can access the program services.- 

· If requested, all program materials are available in alternate formats.
· The program’s website meets or exceeds minimum Section 508 compliance standards
G-3.  The Program provides culturally competent services.  

Intent: Loan programs interact with all persons with respect to individual differences, including those resulting from cultural influences.  

Key Considerations:
· The program interacts with all consumers, employees, contractors, and volunteers in a culturally sensitive manner.
· Materials are available in different formats and languages, as appropriate.
· Interpreters are available as needed/requested.
G-4.  The loan program has policies and procedures to ensure a timely review and processing of applications.


Intent: The program provides quick and effective services, including responsiveness to requests for information, processing applications through the loan procedures, and reviewing applications without undue delay.


Key Considerations:
· The program has an established procedure on response time to applicant inquiries.
· The program has an established procedure on processing and review time for applications.
H.  Capacity to Continue on a Permanent Basis
H-1.  The loan program implements appropriate strategies for investing its funds and has an investment plan that is annually reviewed and revised.

Intent: Loan programs have a comprehensive investment plan for the received grant and match funds, and these follow the federal requirements regarding investment risk strategies.  


Key Considerations:
· The program has a plan that is reviewed by the Program and Advisory Board/Board of Directors not less than once per 12-month period, and either adjusted or maintained.

· The loan program invests funds in low-risk securities in which a regulated insurance company may invest under the law of the state.
· Funds are administered with prudence, discretion, and intelligence.
H-2.  The loan program implements appropriate strategies for sustainability.

Intent: Loan programs must have a sustainability plan.  While this encompasses a wide range of possibilities, the plan itself must be designed to allow the program to continue in perpetuity.  


Key Considerations:
· The program has a sustainability strategy that is reviewed by the Program and Advisory Board not less than once per 12-month period, and either adjusted or maintained.

· The program has developed and implements a sustainability plan and updates the plan regularly.

· The program makes financial projections based on past loan program performance.

I.  Data Collection & Use
I-1. The program collects and reports cumulative data about loans, devices, consumers, and outcomes.

Intent: Loan programs are required to collect and report certain data at the end of each year.  The required types of data are defined and periodically revised by RSA.  Data must be collected and reported to portray an accurate picture of the loan program’s activity for that reporting year.


Key Considerations:
· The program has a system that collects required data for the annual federal report.
· The program collects additional data as helpful for that program.
· The program trains personnel to use data collection systems.

· The program collects data in systematic manner to ensure they are reliable and accurate.

· The program submits needed data within required deadlines through external data collection systems.
I-2.  The program uses data to improve its services.

Intent: Data collection and analyzing is not just designed to be a required activity from RSA.  Rather, the data that are collected should then be used by the program to evaluate program performance and make programmatic changes as necessary.


Key Considerations:
· The program uses data to judge whether the program is statewide and comprehensive.

· The program works with the Advisory Board/Board of Directors to make programmatic changes based on loan program data.

PROGRAM OPERATION
J.  Policies, Strategic Planning and Quality Assurance

J-1.  A comprehensive policy & procedure manual, including standard operating procedures, is written and approved by the Board of Directors

Intent: Loan programs must have a Policy & Procedure manual that outlines the day-to-day operations of the program.  This manual should contain a detailed explanation of the philosophy and approach of the loan program, and how it approached to fulfill an unmet need in the state for its citizens with disabilities.  Legal, ethical, and moral issues and conflicts should also be addressed in a manner consistent with the philosophy of the loan program.


Key Considerations:

· A policy is in place for maintaining records in a secure manner for the minimum legal requirement, and then destroyed in an appropriate manner.

· Appropriate quality assurance strategies to ensure the consistency and transparency of the program are developed and are reviewed and revised as necessary.

· Appropriate safeguards are in place to ensure the security of confidential information.

· The loan program has a policy on legal obligations regarding reporting discovered applicant illegal activity.

J-2.  The program has clear policies on loan management.

Intent: The program has a set of policies developed around management of current, active loans approved through the program.  This set of policies should follow legal guidelines and be reviewed by the Board of Directors annually. 


Key Considerations:
· The policies clearly outline the procedures for reporting both positive, as well as negative, payment information to credit reporting services.

· The policies address applicant lateness, bankruptcy, and default.

· The program policies outline procedures on pursuing collection on a defaulted loan that follow all applicable state and federal laws.

J-3.  A detailed strategic plan for the program has been developed by the Board of Directors, and is reviewed and updated as necessary.

Intent: The Board of Directors for the program is responsible for developing a strategic plan for the program.  This plan must be a comprehensive approach for a program to continue growing, evolving, and responding to the every-changing lending environment.

Key Considerations:

· The plan incorporates Quality Indicator statements as measures of program evaluation and improvement.
· The plan incorporates effective change management strategies

· The plan is reviewed and changes are made as the program’s Board of Director’s feels necessary 
K. Program Marketing 
     K-1.  The loan program employs broad strategies to market the program 

Intent:  A loan program will be successful if the public is aware of its existence.  Marketing approaches developed and employed by the program must be comprehensive and far-reaching, allowing individuals of all disability types, residence areas of the state, and other identity groups have access to the information about the program and its participation requirements.  This marketing approach should be fluid and alterable based on program performance and consumer feedback.


Key Considerations:
· People first language is used.
· The program has developed a marketing plan based on analyzing the markets it serves.

· It uses multiple strategies including at least one web-based strategy to market the program (i.e., brochures, posters, website, social networking, events, collaborative partnerships).

· The program targets underrepresented populations, as defined in the AT Act.

· The program uses accessible marketing materials.  

· The program regularly evaluates the results of marketing activities and adjusts marketing based on the evaluation.

L.  Underwriting and Lending Agreements
L-1.  The loan program has underwriting policies. 

Intent: Loan programs have a written and comprehensive underwriting policy.  This policy addresses issues from the initial application to the follow up processes of an application, and includes specifics on program requirements on acceptable debt-to-income levels, FICO (or other commonly-accepted credit) score, and the role of the loan review committee in the underwriting process.


Key Considerations:
· The underwriting policies are written and reviewed annually.

· The loan review committee follows the criteria when determining whether to approve a loan.

· The policies address current approaches to dealing with borrower bankruptcy.

· Procedures for addressing delinquent accounts are clearly documented and consistently applied.
L-2.  If applicable, the lender agreement is structured to promote the goals of the AFP/Telework program. 

Intent:  A loan program that enters into a partnership with a lender needs to ensure that the lender adheres to the philosophy of the program.  While not every AFP & Telework have a lender agreement that outlines the partnership between a program and a lending partner, those that do must include particular considerations.  


Key Considerations:
· The lender agreement explicitly outlines the roles and responsibilities of both the program and the lender. 
· The program has an agreement with the lender that establishes favorable interest rates and terms.

· The lender agreement incorporates standardized reporting requirements from the lender to the program.
· The program has an agreement with the lender that encourages marketing of the program by the lender.

M.  Borrower Supports
M-1.  The loan program uses customer and other feedback to measure and improve program performance

Intent: Programs understand that no program should be static and that the nature of the business dictates that it remain a fluid endeavor.  A vital part of maintaining relevancy in the lending environment is soliciting the comments and feedback from past customers, and not only using this as a measure of program success, but also incorporating this feedback into plans for the future.

Key Considerations:
· The program has an assessment measure to encourage customer feedback.
· Customer feedback is used to improve and strengthen the program.
· The program strives to provide excellent customer service in all aspects of work. 
M-2.  The program assists potential applicants in making the best decision(s) for him/herself through the application process.

Intent: A vital component of these programs is that it centers on consumer choice and control, and this idea extends to include almost all areas of the application process.  Programs maintain information for potential and actual applicants that assists them in reaching an appropriate financial decision.


Key Considerations:
· The program provides information about national, state and local assistive technology suppliers, providers, and other funding options.

· The program provides information about AT professionals and service providers, such as evaluators and rehabilitation engineers.

· There are written procedures to ensure consumer choice through unbiased referrals that include multiple options when available, including the State AT Act, and provide notice to consumer that referrals do not constitute endorsement.
· The applicant is advised s/he has the right to stop his/her application at any point in the process, including withdrawing an application after approval and prior to closing a loan. 
M-3.  The program maintains up-to-date and appropriate referral information.

Intent: Information is only helpful for applicants if it is valid and accurate.  The information maintained by a program is appropriate for the request and accurate for the region.  


Key Considerations:
· The program has mechanisms for ensuring the referral information is up-to-date.

· There are mechanisms for ensuring the referral sources offer quality services/information.
M-4.  Potential and actual borrowers are educated on financial literacy issues throughout the application and loan process.

Intent: A key component to the loan programs is that applicants leave more educated about their finances than when they came to the program.  To this extent, programs maintain current information and approaches to increasing the financial literacy of its applicants.  In addition, assistance in making applicants more credit-worthy is available.
Key Considerations:

· As needed, the program provides applicants with information and guidance on financial literacy.

· The program has the ability to provide financial literacy training, whether in-house or through referral to community resources.

M-5.  Asset development assistance and training is offered to potential borrowers, if applicable.

Intent: While not all programs incorporate an asset development component, some programs include this into their general information and applicant supports.  For programs that include asset development assistance to applicants, the information and approaches are kept current.

Key Considerations:

· The program offers asset development products, such as IDAs.

· The program provides information on asset development strategies, including consultation with benefits planners and/or tax experts.

M-6.  The loan program has policies in place to continue providing borrower supports after a loan is booked. 

Intent: Loan programs continue to provide supports to its applicants even after the loan process is completed and the loan is closed.  This includes following up with borrowers to make sure all is progressing as planned, and having a strategy to assist those borrowers who fall behind on their payments.


Key Considerations:
· The program has a policy in place to contact borrowers after a certain period of non-payment is reached.

· The program has a policy for assisting borrowers who have fallen behind in payments.

· If applicable, the program provides support to help small businesses identify additional resources and mentors.
M-7.  The program has clear policies on an appeal process for denied applications.
Intent: It is understood that not every applicant will qualify for a loan.  For those situations, there are clear written policies on how an appeal may be filed.  
Key Considerations:

· The program policy on appeals is given to a declined applicant in an appropriate format.

· The program policy is clearly written and consistently applied.
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